The demand for accountability, transparency and efficient service delivery by citizens in many countries is pushing many governments to adopt e-government initiatives in achieving timely and efficient information dissemination. However, research shows that many public organisations in developing countries have been slow in responding to these developments. This study investigates how organisational level factors shape e-government implementation in public organisations in a developing country. Participants were purposively selected and one-on-one in-depth interviews were used to collect data. The study identified inadequate financial and human resources, leadership support, low information communication technology (ICT) literacy as well as inadequate ICT equipment and low internet connectivity to be the factors militating against the effective implementation of the computer based technology (CBT) program at the driver and vehicle licensing authority (DVLA). The study concludes that e-government has the potential to enhance the delivery of services in public organisations if these challenges are addressed.
Introduction
The demand for more accountability, transparency and efficient service delivery by citizens in many countries is pushing many governments to adopt electronic government (e-government) initiatives in achieving timely and efficient information dissemination. Ever since it was recognised as a powerful strategy for transforming service delivery, governments in many countries have continued to develop many options of these initiatives with the aim of obtaining enhanced service delivery benefits (Luna-Reyes and Gil-Garcia, 2011) . Traditionally, the rate at which private sector organisations have embraced and adopted innovative technologies and change has been quite tremendous compared to public sector organisations (Johnson, 2012) . Developed countries have used these new technologies to create e-government structures to the benefit of their citizens and their nation's development (Evans and Yen, 2006) . Information communications technology has revolutionised the relationship and interactions between citizens and governments and this innovation has brought a new form of government called e-government (Rehman et al., 2011) . Electronic government (e-government) refers to the "use of online channels for enhancing access to and delivery of any facet of government services and operations to the benefit of citizens, businesses, and other stakeholders" (Srivastava and Teo, 2010, p.268 ). Thus to a large extent, e-government refers to any information communications initiative that aims to bring government and its services closer to citizens and businesses.
Previous research has shown that e-government has the potential to improve the performance of public sector organisations, greater accountability and transparency (Masaeed and Love, 2014; Lau et al., 2008; Olasina, 2014) , improvement in public decision making through information sharing, improved interaction with citizens, reduction in time and cost of service, improvement in the interaction between private businesses and government, and access to information which empowers citizens (Xu, 2012; Gupta et al., 2008; Gilbert et al., 2004) . Elbahnasawy (2014) reports from empirical studies that the increased use of e-government by governments has the potential and can be used as a corruption control tool. Thus, with its enormous benefits, e-government plays an integral part in helping many governments in meeting the tenets of new public management.
Various studies have examined a number of themes including e-government adoption barriers, factors influencing e-government adoption, conditions for successful e-government adoption, business perceptions and satisfaction with e-government, the impact of information culture on e-government and conceptual models (Reddick and Roy, 2013; Svard, 2014; Eze et al., 2013; Asogwa, 2013; Reddick and Norris, 2012; Rehman et al., 2011) . Largely, most of these studies have focused on micro, macro and policy level constraints. Empirical studies on e-government at the meso or organisational level in developing countries remain very exiguous (Nkohkwo and Islam, 2013; AndohBaidoo et al., 2012; Fuchs and Horak, 2008) . A few other studies have attempted to examine e-government at the organisational level. For instance, the findings of Schuppan (2009) , reveal that e-government is an important tool in facilitating goods traffic to enhance economic development and raise public revenue. The findings of Eze et al. (2013) on the other hand show that inadequate communication infrastructure, human resources, high cost associated with building a network structure and organisational culture are major impediments to e-government implementations in organisations. Organisational factors are critical in hindering or facilitating the effective implementation of e-government initiatives (Yano, 2008; Hussein et al., 2007) . However, organisational level analyses are often not discussed. Moreover, organisational level analyses provide more nuanced understanding on how e-government implementation may be addressed.
In line with this knowledge gap, this study makes a modest contribution to the literature by adding insights from organisational level analyses in a developing country context. The following question guides the paper: How do organisational level factors shape e-government implementation in public organisations in a developing country? This paper presents the case of the computer based technology (CBT) of the driver and vehicle licensing authority (DVLA) started in 2012. Using the technology enactment framework (TEF) (Fountain, 2001) as the theoretical framework, the case provides an insightful examination of the strategies that have been adopted by the DVLA to enhance the implementation of the e-government initiative in a public organisation. The theory uncovers and provides some of the dynamics behind e-government enactment and an understanding of the success factors in the development of technological projects (Luna-Reyes and Gil-Garcia, 2011) . This paper is structured as follows. Section 1 entails the introduction and the purpose of the paper. A review of the information communication technology (ICT) environment of Ghana as well as previous studies on e-government is presented in Section 2. Section 3 presents the research methodology followed by the research findings, discussions and finally, conclusions.
Literature review

The concept of e-government
E-government has been conceptualised differently, although with similar meaning and focus. E-government refers to "the use of technology to enhance the access to and delivery of government services to citizens, business partners and employees" (Silcock, 2001, p.88) . According to the United Nations (2014), e-government refers to the expansion of communication channels for engagement and empowerment of people through the use of information technologies in public administration to streamline and integrate workflows, to effectively manage data and information and enhance service delivery. E-government aims to strengthen and drive governments towards a more effective and transparent management of a country's resources for development (Basu, 2004) . Various delivery models have been identified through which e-government services are delivered. According to Fang (2002) , the delivery models include: government-to-government; government-to-business; government-to-citizens and government-to-employees. The growth of e-government and the diffusion of the internet are providing further opportunities for governments to improve transparency in government to business as well as government to government transactions (Ganapati and Reddick, 2012) . Government-to-business e-government employs strategies which facilitate government interactions with the private sector to reduce cost and gather better information to enhance and speed up transactions between the private sector and government.
Government-to-business e-government model has made procurement information between government and businesses more readily available online for the citizens and the business community (Kasimin, 2011; Ganapati and Reddick, 2012) . In examining the government-to-citizen model, Reddick and Turner (2012) opine that Canadians are willing to use government websites to obtain information about their government since they considered such medium to be an excellent source of information. The governmentto-citizen delivery model focuses on the ability of government and citizen to communicate and share information with each other. This model is making government information more readily available to citizens (Luna-Reyes and Gil-Garcia, 2011 ). An empirical study by Reddick and Roy (2013) reveal that through the use of e-government initiatives the Canadian government has involved businesses in regulatory changes as well as improving the participation of private sector businesses in government operations and decision-making.
E-government implementation challenges and the relevance of context
As governments in developing countries strive to improve service delivery to citizens by adopting various programs that have worked in developed jurisdictions, there is the need to examine the ecology within which such policies are being implemented. The environmental effects of government policies and new technologies and the concept of context include the socio-cultural, political, as well as technological dimensions of the environment and its complexities on government policies (Riggs, 1980) . The role of context in public policy implementation is distinctive in that it explicitly and critically embraces the uncertainty in understanding the environment in which public policies are implemented, one that can be influenced by varied perspectives (Robertson and Hull, 2003) . In espousing the relevance of ecology in public policy implementation, Riggs asserts that:
"Whether the reasons are linguistic or cultural I do not know, but the fact is that we sometimes have words for one side of a coin but not for the other-a fact that pre-conditions the way we think about some problems… Yet, clearly administrative performance is as much conditioned by the external environment and context in which it is carried out as by the preferences and choices of the immediate actors concerned. Indeed, analysis of what is inside any system typically tells us how it works but not why-by contrast, it is only when something is inclined that we can discover why it is the way it is." (Riggs, 1980, p.107) Therefore, e-government enactment is unique and must be determined within the ecology where it is being implemented since the people and the context influence its success (Robertson and Hull, 2001) . In other words, public policies influenced by their environmental context will become more effective, relevant and useful to its beneficiaries. Riggs (1980) , therefore cautions policy makers and implementers that it is a risk attempting the impossible by not recognising the constraints imposed by the environment during the implementation of a policy.
Extant literature has enumerated numerous challenges and issues that need to be addressed for the successful implementation of e-government (Bwalya and Healy, 2010; Iddris, 2012) . Besides the constrained environmental parameters, human, financial and material resources have been identified as major hurdles for most implemented policies and programs in developing countries (Riggs, 1980) . Until programs are accompanied by adequate resources; irrespective of the commitment to the program objectives, commitments will contribute little to their attainment (Sabatier and Mazmanian, 1980) . Most developing countries have been bedevilled with the challenge of inadequate ICT human resource over the past years in their quest to develop e-government programs (Olasina, 2014) . According to the United Nations (2014) limitations in human capacity has been one of the greatest challenges particularly to countries in the low e-government development index region. Successful e-government implementation requires people with the necessary technological, installation, maintenance and management skills. Many egovernment projects have failed in most African countries because technologies were adopted without accompanying human skills and capacities to manage them (Asogwa, 2013; Eze et al., 2013) . It will remain a great challenge for African states in their quest to develop e-government if the people with the requisite skills are not identified to manage and drive the entire implementation process. This challenge of human resource skill shortage is exacerbated by the brain drain caused by the few skilled ICT personnel and professionals leaving to work in developed countries or moving from the public to the private sector (Mutula and Mostert, 2010) . Knowledge management programs such as staff training, workshops and seminars are required in order to create the basic skills for e-government development on the continent to address the human resource development challenges. Asogwa (2013) indicates that quite a number of African governments rush into developing e-government programs without adequately preparing themselves to make funds available to train their staff to keep up with the rapid technological changes, thereby leading to their eventual failure.
E-government implementation in most developing countries has been hampered by inadequate financial resources (Olasina, 2014; Eze et al., 2013) . According to Iddris (2012) , the initial cost of developing websites, hiring of technicians and website managers, paying internet services, and acquiring computers and accessories are militating against the adoption of technology in most developing countries. The funding challenge to implementation was also echoed by the United Nations (2014) which observed that a country's level of income is a general indicator of economic growth, which accordingly influences its investments in ICT projects. This explains the disparity in e-government adoption between economies with high levels of income and those with low levels. It can be inferred then that funding is very important in any ICT implementation process. However, if these funds are not made available for implementing agencies, then it will be difficult for such initiatives to achieve their goals.
In examining the open data initiative project and the need for an effective demand-side initiative in Ghana, Ohemeng and Ofosu-Adarkwa (2015) recommend that to improve budgetary allocations for e-government projects, the government of Ghana must get an appropriation vote through parliament and this will stimulate the education process, because it is through such deliberations that both the legislature and executive arms of government will come to understand the need for e-government projects, regardless of their size.
The inadequacy of communication infrastructure and the high cost associated with building a network structure inevitably has limited the use, expansion and diffusion of ICT in developing countries (Asare et al., 2012) . To develop a strong ICT infrastructure will require network infrastructure, security infrastructure, application server environment, hardware and operating systems, and systems management platforms. However, most of these infrastructures necessary to deploy e-government services are lacking in many African countries. In addition, technology is dynamic and its dynamic nature has been a problem for preserving and archiving government information in many countries. For instance according to Jaeger and Berto (2010) because of the changes in technology, the National Archives and Records Administration of the United States of America must now maintain a vast array of storage devices, hardware, software programs and other means for retrieving electronic files created in innumerable different ways over the past decades. Moreover, these preservations and updates come with financial burdens of which many public organisations in developing countries are struggling with and Ghana is no exception (Ohemeng and Ofosu-Adarkwa, 2014; Awotwi and Owusu, 2010) . For governments to address these infrastructural challenges and improve data dissemination and access, it must move from e-government to mobile-government (m-government) since mobile phone usage in most African countries has improved. For instance in Ghana, according to Ohemeng and Ofosu-Adarkwa (2015) current mobile/fixed telephony penetration is 107%, out of a population of 24 million, the mobile broadband subscription is 42% and broadband fixed internet penetration stood at 14%. These figures are projected to increase in the future. M-government is a technology medium through which citizens use their mobile phones to access government services.
From a policy implementation perspective, the government of Ghana is promoting ICT development through the Ghana Investment Fund for Electronic Communication (GIFEC) which provides investment support to communication services providers, to provide access to basic voice telephony, the internet and content services at minimal cost to rural regions (Ohemeng and Ofosu-Adarkwa, 2014) . Other interventions by the government included the introduction of the Community Information Centers (CICs) in 2005 to bridge the technology gap between rural and urban areas (Awotwi and Owusu, 2010) . These initiatives have been implemented in many developed countries and other developing countries (Ohemeng and Ofosu-Adarkwa, 2014) . The CICs have the potential of providing the underserved and unserved populations with channels that facilitate economic and social changes (Awotwi and Owusu, 2010) . Thus, besides bridging the ICT gap it creates opportunities for people to access government information and also transact business.
Public organisations implement e-government initiatives with the aim of improving service delivery to clients. However, due to the lack/inadequate ICT infrastructure, many developing countries have been slow in adopting e-government (Iddris, 2012) . The acceptance and success of e-government services have a strong link with the technological and social factors of a country-the percentage of the population living in rural areas, access to the internet, education, and income distribution are critical factors in the behaviour and the acceptance of people to patronise the services (Schuppan, 2009; Reddick and Norris, 2012) . Until citizens have access to the broadband level internet and more people become conversant using e-government, increased development and implementation of e-government initiatives by government institutions will not translate into increased citizen engagement in e-government services (Jaeger and Bertot, 2010) . Internet diffusion and internet charges in sub-Saharan Africa are beyond the reach of the average citizen (Asogwa, 2013) . For instance, according to the United Nations (2014), Africa has a telecommunication infrastructure index of 0.1478 as compared to that of Europe and Americas, 0.6678 and 0.3805 respectively with the world average at 0.3650. Telecommunication infrastructure according to the United Nations (2014) included internet connection, availability of broadband, computers and mobile devices. These figures clearly depict the disparity in telecommunications infrastructure deficit in Africa. In addition, there is also a wide digital-divide between Sub-Saharan Africa and the rest of the world (Nkohkwo and Islam, 2013) . Comparing the population of Africa to Europe, Africa has 15% of the world population while Europe has 12%. However, only 7% of households in Africa have access to the internet whereas in Europe more than 75% of households have access to the internet (United Nations, 2014). The acute digital divide is hampering the adoption and implementation of e-government in most Africa countries.
The level of education in a country has been identified as a major determining factor for the success of e-government programs (Olasina, 2014; Mossberger et al., 2008) . The higher the literacy rate of a country, the higher the rate of success of ICT programs (United Nations, 2014; Nkohkwo and Islam, 2013) . For instance, the adult literacy rate of Americas, Asia, Europe and Oceania is 90.83, 86.79, 98.63 and 91.20% respectively whereas that of Africa is 64.65% (United Nations, 2014) . This disparity explains to some extent why ICT initiatives on the African continent are so poor compared with other continents with higher adult literacy rates. Therefore, as governments in developing countries are taking measures to improve the ICT infrastructure in their respective countries, measures must also be put in place to educate citizens on ICT programs to ensure that the full benefits of e-government services are achieved. Jaeger and Bertot (2010) recommend that more attention is paid to training government officials about the proper ways to use and preserve government information through digitised means.
Due to the complexity and the great diversity of technology, public organisations face great levels of uncertainty in implementing e-government initiatives (ITU, 2008) . Schuppan (2009) therefore cautions that it should not be assumed that the concept of e-government is automatically appropriate for developing countries even though e-government and its related organisational concepts were developed in industrialised countries. Andoh-Baidoo et al. (2012) laid emphasis on the prevailing country context and the nature of service to be rendered, by arguing that the prevailing country-specific context of developing countries must be considered for the successful implementation of e-government. The issue of context was also emphasised by Jaeger and Bertot (2010) that for e-government projects to be completely transformative of government in terms of citizen engagement and participation, then e-government projects must be citizen-centred in its development and implementation These peculiar country-specific issues include the strengths, weaknesses, opportunities and threats in reference to the political, social, economic and technological conditions of the country which ought to be well thought through to make a particular service and its complexities fit into the country context (Andoh-Baidoo et al., 2012) . It would, therefore, be inappropriate to simply transfer ICT solutions and related organisational concepts from developed to developing countries, even though e-government as a concept has the potential to reduce administrative and service delivery problems (Schuppan, 2009) . Hence, the developers and managers of e-government programs must understand how to customise such initiatives with organisational and country specific structures (ITU, 2008).
Theoretical framework
There exist a complex relationship between ICT implementation and the environment within which they are implemented and used (Fountain, 2001 ). Owing to this complex relationship, the results of ICT implementation projects are highly uncertain and very difficult to predict (Luna-Reyes and Gil-Garcia, 2011). In the study of technology adoption and implementation in organisations, particularly government agencies, the TEF could be considered as one of the most refined and integrated institutional approaches (Bwalya et al., 2012; Luna-Reyes and Gil-Garcia, 2011) . The TEF, propounded by Fountain (2001) focuses on the interactions among institutions, bureaucratic structures and information technology (Luna-Reyes and Gil-Garcia, 2011), and it provides the platform to study how organisations implement and use ICT with reference to their social, cultural and institutional characteristics (Yildiz, 2007) . The TEF emanated from the institutionalisation theory, governance and bureaucracy, and it helps to explore how public officials are using technology in their operations to improve service delivery (Bwalya et al., 2012) . The TEF incorporates three broad streams of theory and research rooted in organisational and ecological sociology, political science and studies of technology and organisation. The first stream is the study of governance which has been inextricably linked to institutions. The second stream is the new institutionalism in organisational theory and sociology and the third major stream of informing the theory is the relationship between information technologies and organisations. These three broad streams of theory and research enhance the predicting power of the model. The TEF aims to identify the cardinal factors that are crucial for technology adoption and usage in different organisational structures (Cordella and Iannacci, 2010) .
The TEF has been used by various studies to examine the implementation and use of information systems in both private and public organisations (Bwalya et al., 2012; Luna-Reyes and Gil-Garcia, 2011; Cordella and Iannacci, 2010; Yildiz, 2007) . According to Bwalya et al. (2012) , the TEF is predominantly useful in exploring the supply side of e-government interventions. Two aspects of technology are identified with reference to the framework in Figure 1 , the 'objective technologies' and 'enacted technologies'. Objective technologies are material systems and consist of software, hardware and telecommunication networks, whereas enacted technologies classify how the systems are used by actors in the organisation. Four elements were used to specify enacted technology in the framework, namely; perception, design, implementation and use. Organisational forms explain the structure of the organisation and the levels and kinds of collaborations that exist in implementing organisations. The institutional arrangements shape an actor's perception and behaviour of a technology. The institutional arrangements include; cultural, cognitive and legal norms. The final part of the framework is the outcome. According to the theory, the outcomes can affect organisational norms, objective technology, institutional arrangements and enacted technology. Outcomes can, therefore, be indirect, direct, multiple, indeterminate, and unanticipated. Thus, the TEF is useful for explaining e-government implementation in organisations and the institutional arrangements put in place. 
Methodology
The study employed the qualitative method as the research approach. This approach provided a comprehensive understanding of the context within which the e-government phenomenon occurs and the challenges that pertain to that specific context. The case study approach within the qualitative design was adopted. As an empirical enquiry to explore a modern social phenomenon like e-government in a real life situation, the case study provided a more purposive and general approach to comprehending the phenomenon of e-government implementation in a developing country. Another reason for the use of the case study is that it provided multiple methods for data collection, which included interviews, observations, pre-recorded documents, secondary data, and inferences about the phenomenon under study. The (DVLA) was used as the case study. The data collected from primary sources consisted mainly of data from the study participants which were acquired using one-on-one in-depth interviews. In view of the objectives and nature of the study, the open-ended interview gave participants the freedom to express their sentiments and experiences about the phenomenon under study without any limitations. The data from secondary sources included the review of existing literature consisting of published and unpublished reports on e-government.
The target population for the study was the staff of the DVLA. Purposive sampling was used in selecting the respondents for the interview. The use of this technique offered the opportunity to select predetermined people with the requisite technical knowledge and experience which aided in-depth investigation about the phenomenon under study. The study used key informant interviews (KIIs) as its main research technique for data collection. For the purposes of data validation respondents from the Management Information Systems Department (2), the officers in charge of the e-government (1), Finance Department (1), Human Resource Department (2), Procurement Department (1), the Program Development Team (5) were interviewed for the study. In all 12 respondents were interviewed for the study. The twelve interviews took place from January 2015 to March 2015. Each interview lasted between 45 min and 1 h. In order to increase the reliability of the data, the respondents were asked to review all transcriptions. Respondents were asked about the characteristics and challenges of the program; the cost of the program and its benefits and their general perception of the whole program. The interviews were analysed and specifically categorised into themes which reflect the objectives of the study. Using an interpretive approach, the analysis identified themes relevant to the objectives of the study as identified by (Miles and Huberman, 1994) which is data reduction, data display and conclusion drawing and verification. The analysis was done concurrently during and after data collection. Myers (2009) confirms this when he asserts that analysis can occur both during and after data collection from the interpretive tradition.
Presentation of findings
This research aims to examine e-government implementation at the organisational level as well as the contextual effect on such program. The case study findings reveal a number of interesting issues for analysis and discussion. Based on the TEF, this section discusses the constraints and how to promote innovative technologies in public organisations in developing countries.
The case of computer based technology (CBT)
In its quest to improve service delivery to clients, the DVLA announced the CBT system in April, 2008 with the aim of providing online services and a medium through which clients can register for a driver's licence. The CBT has the following reforms: automation of foreign licence conversion; automation of international drivers permit; automation of learner`s licence; automation of licence upgrade and proficiency test; automation of vehicle registration and automation of licence renewal.
The CBT was introduced to replace the manual licensing processes that have been in operation over the years since the Authority was established. The manual system was plagued with problems including fraud, human interference and influence in the testing process, impersonation, and leakage of the driving test questions. The project, a collaboration between the DVLA and Fleet Technologies Limited, an online information provider, is the first in West Africa. The CBT system is expected to address the shortfalls of the manual system as well as promote accountability and transparency in the administration of driving tests and driver licensing. As in many developing countries, the implementation of e-government to facilitate driver licensing programs remains limited. Due to these limitations and the benefits associated with e-government the DVLA, therefore, assessed the situation as an opportunity to introduce the online driver's licence registration in the country. The following sections present the CBT challenges and how it was shaped by contextual issues.
Human resource
Implementation of information technology initiatives in many public organisations in developing countries have been bedevilled with challenges of human resource shortages over the years. The unavailability of qualified and experienced personnel had serious implications for the Authority in the implementation process. When respondents were asked if the DVLA had the required number of human resource capacity, they responded in the negative. The findings revealed that though the Authority has 27 stations nationwide, there were only three ICT officers to manage these 27 stations. A respondent lamented:
"Due to the inadequacy of personnel to manage these 27 stations, whenever more than three stations get a technical problem it affects the operations and service delivery of those stations. Because we are three and more than three stations are having a challenge so some stations suffer as we try to attend to the first three stations."
The findings to a large extent paint a picture of the frustrations the officers had to go through in the performance of their mandated roles and responsibilities due to the inadequacy of the required number of ICT officers. These inadequacies had led to increased workload on the ICT personnel consequently affecting the efficiency and effectiveness in service delivery in some of the DVLA's stations. This challenge of human resource is also exacerbated by the inadequacy of financial resources to employ more technical staff.
Financial resources
The main source of revenue for DVLA is its internally generated fund (IGF). There was no financial support for the implementation of the CBT from central government. In other words, the implementation of the e-government project is wholly funded by the DVLA. During the interview, all five officials at the Head Office of the DVLA complained about insufficient funding for the project. There was a general view that the DVLA does not have enough financial resources to implement the CBT project. In accordance with Section 18 of the DVLA Act, Act 569 of 1999, the funds of the Authority shall include; monies provided to the Authority by Parliament for the performance of its functions; loans granted to the Authority and grants. Section 19 (2) of the Act mandates that monies obtained by the Authority in the performance of its functions shall be paid into the Consolidated Fund. However, the DVLA is entitled to retain 15% of all revenues that it generates for each financial year. A respondent explained: "In 2008, the Government of Ghana gave the DVLA approval to retain 15% of all internally generated funds and pay the remaining amount into the consolidated fund. Because of this phenomenon, we don't source for funding from the Ministry of Finance and any other external source and that's what we are using for the e-government project."
The fifteen percent retention is the main source of funding for the DVLA in financing the CBT program. The financial resource challenge is also affecting the acquisition of other materials and equipment for implementing the CBT program.
Inadequate ICT equipment and unreliable internet connectivity
For every successful e-government implementation process, the availability of ICT infrastructure plays a very critical role. Though the DVLA was importing most of the equipment for the implementation process, they could not meet all the logistic and technical equipment needed for the project. There were inadequate computers, printers, uninterruptible power supply (UPS), ethernet cables, and scanners. All 12 participants alluded to the fact that inadequate logistics and technical equipment were a challenge. There is a strong correlation with the assertions made by the respondents and the financial constraints cited earlier since, without adequate financial resources, acquisition of logistics and equipment would be problematic. This point was explained by a respondent:
"As I have explained to you earlier concerning the challenges the Authority is facing with funding for the program. This financial resource challenge is affecting the ability of the Authority to acquire all the needed materials and equipment to implement the program. We are therefore buying the equipment and materials in instalments until we are able to acquire all of them." Information communication technology is not static but very dynamic. Implementers of e-government projects must take cognisance of technological trends and update their systems to be up to speed with current technological trends. When respondents were asked to indicate the factors that have been a challenge for them in their officer since the introduction of the CBT project, 6 out of the 12 respondents cited the problem of rapidly changing technological trends and storage devices. One major challenge with information technology has been the challenge of changing storage devices. In the view of a respondent:
"Taking into account the dynamic and rapidly changing storage devices, adjusting becomes very difficult since there are insufficient means for the Authority to keep updating the storage devices every time there is a change. So as you can see some of us are still using the flash drive to store data when there are better options." E-government implementation is very expensive; apart from implementation, it requires constant and regular updates of equipment and software. Without constant updates, the equipment and software will become obsolete.
The implementation of the CBT program relies on internet connectivity to ensure its effectiveness. Without reliable internet connectivity, the project implementation will fail. In Ghana, access to stable and reliable internet connectivity is a major challenge as identified by the findings. The diffusion of internet access into the other regions of Ghana apart from Accra which is the capital city has been predominantly slow. Some of the respondents cited the poor ICT infrastructure of the country to be the major barrier to internet diffusion and the use of e-government services. An official lamented that:
"Because of the poor ICT infrastructure in the country, access to the internet to allow clients to register is a major problem. If the Authority is having internet connectivity challenges in Accra which is the capital, it's even worse in our other stations in the other regions. In some scenarios the internet is either very slow or won`t connect at all. Because of these challenges, the Authority had contracted two internet providing companies to provide it with internet services but are still facing challenges." Therefore, the internet connectivity of the Authority at a particular point in time will inform how efficient and effective the operations and workflow of the Authority would be. Until organisations get stable internet connections, effective e-government implementation will always be a challenge.
Low ICT literacy
From the findings of the study, it was also revealed that ICT literacy amongst clients was very low. The CBT program implementation hinges on ICT and without ICT knowledge, accessibility becomes a challenge. Most clients of the DVLA prefer to register at the premises of the Authority instead of registering at their workplace or home. The reason for this was because most of the clients are not ICT literate and would usually require assistance from the DVLA officials. Also, some clients come to register at the Authority because of the poor internet connectivity at their place of work and homes as revealed by the DVLA officials. A prerequisite for registering and taking the online test was to have an email address. However, the study found that most of the clients do not have email addresses; some do not even know how to operate a computer. Because of these challenges, some of the clients are not ready and willing to accept the CBT program and still prefer the old manual process. This is affecting the success of the CBT implementation because without the clients using the program, it will render it ineffective. In the words of an officer:
"When aiding some of the clients to register, most of them don't even have email addresses and when you create one for them and you give the password to them, the next time they come to the office for their online test, they will come to you demanding for their password even though you asked them to keep it because they will need it in subsequent processes. Some even come for the online test and they don't know how to hold and use the mouse before talking about how to use the computer itself."
The low level of computer literacy amongst some clients is also reflected in other ways. For instance, when the authority sends mail to clients informing them of the availability of their licences as well as the appointment dates for their online tests, most of them do not respond or show up at all. Furthermore, even though some clients have email addresses and appear to be computer literate, they often do not respond to correspondence from the Authority. As a result, end up failing to turn up for appointments. On this issue, an officer asserted that:
"One client was asked why he didn't show up for the test on the appointed date and his response was because I didn`t know I have been sent a mail. How can I know when I can't operate the computer and don't know how to use the internet. I will prefer the DVLA calls to inform me."
However, the findings also show that some clients were excited with the introduction of the CBT program, especially clients who have stayed in environments where most services are delivered through information technology platforms. There is, therefore, a strong correlation between how citizens accept e-government services and their prior knowledge about those services.
The role of leadership
The role of leadership in every e-government initiative is as crucial as the program itself. The success or otherwise of any project is dependent on the level of support the project receives from the leadership of the implementing organisation. All interviewees asserted that there was no challenge concerning leadership for the CBT program. Since e-government is dynamic and a complex phenomenon, without the sustained interest of leadership, the project might fail. The findings show that leadership of the DVLA was very committed to the project implementation. A respondent said:
"The idea of automating the services of the DVLA started from the top. Some of us from the initial stages did not understand why management wanted to implement this project at that time. However, with the support of management together we are gradually addressing some of the challenges."
Effective e-government implementation requires continues support of management to help provide the necessary resources for the project. Without continues support of management, the CBT program might have been terminated the findings revealed. This was due to the numerous challenges the project has been facing since its inception.
Discussion
Human resource deficit has been identified as one of the major hurdles for effective egovernment implementation in public organisation in most developing countries. The provision of adequate human resources to help public sector organisations adopt and implement ICT initiatives have been very challenging in Ghana. This has led to the failure of many ICT projects in the country. According to Riggs (1980) , the personnel with the technological know-how affect profoundly the implementation success of government programs and policies. The situation is not different from what pertains at the DVLA in its quest to implement the CBT program. According to Fountain (2001) in as much as objective technologies such as hardware infrastructure and ICT networks are crucial for the success of e-government initiatives the absence of technical assistance and human resources to use and manage these objective technologies can derail the whole process. It will always be a great challenge for many developing countries in their quest to implement e-government programs if the essential people with the requisite skills are not identified in their right numbers to manage and drive the whole implementation process (Asogwa, 2013) . A lot needs to be done to improve this ICT human resource deficit. Governments in developing countries must, therefore, invest more in human capital development to bridge this gap. Due to this deficit, many public organisations in Africa are not investing in technology-related projects (Eze et al., 2013) . The findings correlate with the findings of Asogwa (2013) and Eze et al. (2013) that inadequate human resource is a major challenge to e-government implementation in most developing countries.
Irrespective of how brilliant and feasible a program might be, without the necessary financial resources to implement, such a program will never succeed. Besides the constraining side of environmental parameters, financial resources are a major issue as well in policy implementation in many developing countries (Riggs, 1980) . One of the major challenges to e-government enactment in most public sector organisations in Ghana has been the challenge of financing. According to Sabatier and Mazmanian (1980) until programs and policies are accompanied by adequate financial resources; irrespective of the level of commitment to the program objectives, commitments will contribute little to the program success. This echoes the importance of financial resources to the realisation of program objectives irrespective of the commitment levels to the program. Financial resource to fund the CBT project at the DVLA was a major problem. The financial challenge impeding the DVLA's quest to implement its e-government agenda corresponds with other works by Eze et al. (2013) and Olasina (2014) who argue that egovernment implementation in most developing countries have been hampered by inadequate financial resources.
Without the necessary objective technologies which include the telecommunication networks, as well as internet services (Fountain, 2001) outcomes of e-government projects, will never be successful. The provision of internet services, as well as a regular update of the ICT infrastructure, were identified by the study as a major challenge to e-government implementation at the DVLA. Without these regular updates most of the IT infrastructure being used for the implementation process will become obsolete. The findings revealed that e-government implementation is expensive but when implemented, the benefits are enormous. It improves and expedites service delivery to clients and also helps to bridge the gap between the ordinary citizen and public organisations. Inadequate ICT equipment and poor internet connectivity are affecting the effective implementation of e-government projects in public organisations in Ghana. According to the UN (2014), Africa has the lowest telecommunication infrastructure index of 0.1478 as compared to that of Europe and the Americas, 0.6678 and 0.3805 respectively. These figures clearly depict the disparity in telecommunication infrastructure deficit which has bedevilled Africa as a continent. The findings confirm the report of Asogwa (2013) that network infrastructure, internet connectivity, security infrastructure, hardware and operating systems are what make up the e-government infrastructure but are lacking in many developing countries including Ghana.
One objective of e-government initiatives is providing citizens with the opportunity to access government information and services in their homes, offices and where ever they find themselves. This can only be realised if clients have the requisite knowledge and expertise to access these services. The findings illustrate that the low levels of information technology literacy amongst clients is an impediment to the implementation of the CBT program. This study, therefore, posits that effective e-government implementation can only be realised when clients have the ICT skills to be able to access the service. Without these skills on the part of clients, effective e-government initiatives will be a mirage for implementers. This challenge of low levels of ICT literacy amongst clients corresponds with the findings of Nkohkwo and Islam (2013) and Schuppan (2009) that low ICT literacy is a major challenge for many developing countries in their quest to implement e-government programs.
Staff may be apathetic to e-government adoption and implementation in public organisations due to a lack of understanding of the e-government program. Prior to the introduction of any policy in an organisation, it is important for staff to be educated on the policy. This process of education will help organisational staff to understand the need for such a program or policy. On this issue of educating organisational staff prior to the introduction of a new program, Van Meter and Van Horn (1975) assert that the disposition of staff towards the rejection or acceptance of a policy or program will depend on how the policy is communicated to them and their comprehension of the policy. The understanding of a policy or program by organisational staff is what Fountain (2001) , described as being part of the institutional arrangement. According to Fountain (2001) , the institutional arrangements shape an actor's perception and behaviour towards a technology. The findings revealed that leadership of the DVLA explained the CBT program to employees and the benefits the organisation stands to gain. Therefore the process of communicating and educating staff by management made the staff to buy into the idea of the CBT. Leadership commitment and vision are, therefore, very critical to the success of e-government projects. This commitment is also important because e-government project implementation is expensive and without the sustained commitment of leadership, it will be difficult to fully implement. Moreover, some leaders can be motivated from the initial implementation stages, but as the project progresses and cost mount, their motivation to fund the project may wane. It is, therefore, key for leadership to understand the benefits of e-government before initiating its implementation. With this knowledge, leadership can ensure a continuous flow of resources for e-government projects. The findings of this study disagree with the findings of Asogwa (2013) that, leadership commitment and support has been a challenge for egovernment projects in Nigeria.
In the quest of the DVLA to address the aforementioned challenges, some interventions are being implemented These interventions include providing training and technical assistance to employees, improving the ICT infrastructure across its regional and district offices and partnering the private sector in the provision of some of its services such as the conduct of online examinations. The objective technologies and enacted technologies as outlined by the TEF are readily seen in the various interventions that have been implemented to facilitate the CBT program at the DVLA.
Conclusion
The dynamic environment in which organisations operate coupled with the demands of citizens are pushing public sector organisations to explore innovative ways to improve and expedite service delivery. Adopting and implementing e-government initiatives have the potential to help achieve this quest. This study investigated how organisational level factors shape e-government implementation in public organisations in a developing country. The study identified inadequate financial resources and human resource, leadership support, low ICT literacy as well as inadequate ICT equipment and low internet connectivity to be the factors militating against the effective implementation of the CBT program at the DVLA. Public sector organisations in developing countries have a lot to do if they are to achieve the full benefits of e-government. This research recommends that the implementation of any e-government project should be guided by the local country context. It is clear from the study that context plays a critical role in determining the success or otherwise of information technology initiative as evident in other ICT research. Moreover, there should be periodic review of the extent of ICT penetration in the various regions of Ghana by the government and the extent of e-government implementation in public institutions to guide policy makers in ascertaining the level of progress made. This will reveal areas that require attention. The government must make funds available to support e-government projects and replace worn-out ICT infrastructure with modern ones.
